Abstract
Introduction
The term quality connot be defined in one particular way, as researchers and scholars alike have brought about many perspectives to the definition of quality.
Some definitions of quality include "fitness for use" (.T uran, 1988) , "Conformance to requirement" (Crosby, 1979) and "Quality meaning getting everyone to do what they have agreed to do and to do it right the first time is the skeleted structure of an organisation, finance is the nourishment, and relationships are the soul". (Crosby, 1992) . Therefore it is very difficult to define quality in one particular way, nevertheless quality has become a necessity and something which companies CaIIDot do without, quality is seen as the source for survival.
Many different techniques and concepts have evolved to improve product or service quality, including SPC, Zero Defects, Six Sigma, Malcolm Baldrige National Quality Award, quality circles, TQM, Theory of Constraints (TOC), Quality Management System (ISO 9000 and others) and continuous improvement.
However most of the popular quality philosophies bave been developed using the TQM and ISO 9000 approaches. TQM philosophy is seen as being static, while ISO 9000 has been growing around the world especially in Europe, USA and also become a centre offocus in the developing countries including Sri Lanka which is the focus of the paper. ISO 9000 standard certification is seen as a very valuable quality management process, and many countries in the world are adopting such standards.
The ISO certification has also been valued by customers. Corporate customers and final consumers alike have shown great trust towards standard certification such as the ISO 9000 certifications. The most recent ISO standard being practiced in Sri Lanka is the ISO 9001 :2000 Quality management System, which will be the focus of the paper.
Quality Certifications can be identified to be certifications which are provided by independent organisations that provide assurance that companies The purpose of this paper is to assess the management practices in accordance to the ISO 9001 :2000 standard and its impact on the customer satisfaction of the listed manufacturing organization in Sri Lanka. The process of certification is seen as a long and tedious process which involves a large degree of documentation and conformance which can be very costly for organisations. In the local context and internationally there are still companies are pessimistic about the certification as they see it as only a paper qualification and as something which does not improve organisational performance.
Objectives ofthe paper
The objectives are key criteria to provide focus and direction in carrying out this paper. The main objectives are as follows.
• To identify how well the listed manufacturing companies are following the management practices according to the ISO 9001 :2000 standard excluding inter-company variations.
• During the last four decades, the Japanese have successfully utilized quality tools and methodologies as part of a successful effort to become a leading nation in the manufacture of a vast array of electronic, automotive and other goods. Prior to the 1950s, Japan was not known for production of quality, but their quality has continuously improved until today many American firms are using Japanese products as a standard against which to measure.
The term quality means different things to different people. For example, a quality automobile may be one which has no defects and works exactly as we expect. Such a definition would fit with an oft-repeated definition by J .M. Juran (1988) . "Quality is fitness for use." However, there are other definitions widely discussed. Quality as "conformance to specifications" is a position that people in the manufacturing industry often promote. Why? Presumably because manufacturing can do nothing to change the design; hence this definition. Other promote wider views (Gitlow et. al., 1989 or Ozeki and Asaka, 1990) , which include the expectations that the product or service being delivered 1) meets customer standards, 2) meets and fulfills customer needs, 3) meets customer expectations, and 4) will meet unanticipated future needs and aspirations. Still others simply ignore definitions and say "I'll know quality when I see it." It seems that we all 'know' or 'feel' somehow what quality is. A product or services that exceeds our preconceived idea about the quality of that product or service is likely to be judged as having "high quality". It is equally clear that the best of a group of bad products is not likely to be perceived as a quality product.
Management Policies, Plan and action and Business performance
Management policies, plans and actions can be seen as key determinats for quality in an organisation. This independent variable for management practice refers to the policies and plants towards quality set by the senior management in a given company.
This variable refers to the senior managements commitment towards quality or inferred to mean, that the management being quality focus. Relationships between quality improvement approaches and fmancial performance have also been explored to confirm the theory that using various quality improvement techniques will lead to improvements in quality, operating, and/or financial performance (Adam, 1994; Sluti, 1992; Benson et. al. 1991) . Therefore it can understood that management policies to improve quality may bring about improvements to the business or fmancial performance of companies. Powell (1995) established a link between senior management leadership, a commitment to employee training, empowerment, involvement and the application of systematic fact finding and decision making processes, and organizational performance (measured by employee relations, quality, productivity, customer satisfaction, profitability). Therefore this depicts that senior management decision making helps to bring about greater business performance.
Furthermore in the paper carried out by Rao et al (1997) their findings suggest that there is a relationship between ISO 9001 :2000 management practices and financial measures which included turnover and profit of companies, this paper was carried out among companies in Mexico, China and the United States.
Therefore it leaves us with an opportunity to assess whether the management practices as per the ISO 9000 standard improves the business performance of companies.
Briscoe (2005) in his research concluded that the more a firm internalizes ISO practices on a day-to-day basis, the more.likely it is to achieve improvements in quality and financial performance. The internalizing oflSO practices starts off with the commitment of the management as they would set the trend and interest to assess whether the management practices as per the ISO 9000 standard improves the business performance of companies.
The above literature explains the importance of management policies. plans and actions on business performance of companies over a period of time. During the period 1992-1994 it was understood that quality improvement techniques will bring about improvements to companies financial performances, and in 1995 it was understood that companies required greater management and employee involvement to bring about grater improved organizational performance, which included greater planning and action skills to be demonstrated through effective decision making. Further on it was made evident that ISO management practices brought about improvements to non financial indicators such as improvements to market shares of companies as well. During the period 1999 it was emphasized that management had a very important role to play strategically in terms of planning and action deployment to attain financial performance. More recently it was understood that internalizing practices or maintaining the management practices on a day to day basis was important to achieve financial performance for companies.
Sound Communication System and consistent quality output
In reference to research by Kirchenstein and Blake (1999) , Withers et al. (1997) , , Hoyle (1998), , Anderson et al. (1999) , Karapetrovic and Willborn (2001) updated when processes change; obsolete documents do not cause confusion with new versions because they are 'properly' dealt with, and it is possible to identify inspection status of raw and in-process materials and quality-related details of finished products.
Managers are expected to create the appropriate communication system to achieve a continuous flow of accurate and reliable information that reduces guesswork and increases certainty, speed and flexibility and products and services with a higher acceptability Naveh and Erez, (2004) , . Furthermore TQM is based on the premise of zero defects and consistent quality output, and for the successful implementation ofTQM two-way communication is considered necessary. The literature also emphasization on the need for employee research, which means to obtain feedback from employees as well if good quality is to be achieved, as employees are more aware of efficiencies and deficiencies in the processes to achieve quality output within the organization. Raynor and Porter (1991) have found that the primary push for certificate in the UK was the perception of the customer. While the pursuit for ISO 9000 accredition may reflect an organization's strategic intent to be quality-focused, research indicates that the driving force could essentially be customer's expectations and contractual requirements Brown & Van der Wiele, (1995) and Rayner & Porter, (1991) . Companies "Stamped" with the quality logo increase customer confidence and help speed up the supplier-selection process Dale, (1994) Yamada (2001) . Further improvements to serve customers better will help to improve the level of customer satisfaction. Consequenty, ISO 9000 certified firms are likely to increase their customer based and market share and, therefore, sales. These coupled with internal-process improvements could lead to improvements in overall fmancial performance. Brown and Van der Wiele (1995) , Dale (1994) , Lee (1998 ), Mclachlan (1996 , Mo and Chan (1997) , concluded that the ISO 9000 framework improves customer satisfaction, this was the result of a greater level of customer focus created through the ISO 9000 framework.
Focus on customer and Satisfied customers

Methodology The Population
For the pUIJX>seof this survey a sample needs to be selected. All companies The above represents the sample population which includes the companies which were used in this research.
Selection of the Sample
The method of selection of the sample follows a multi stage sampling technique.
Initially a cluster of 32 companies were selected according to the manufacturing companies listed in the Colombo Stock Exchange. This was the population for the paper. After having defined the population a further cluster was selected, all companies which had the ISO 9001:2000 certification and companies having a registered head office in Colombo and suburbs were further clustered together.
The sample selected included 10 companies who had the ISO 9001 :2000 Quality Management Standard and were also located in Colombo and its suburbs, a total of 161 questionnaires were distributed among the 10 companies with expectations of at least 10 questionnaires to be filled by managers in the respective companies. The selection of the 10 respondents from each company was done using a random proportionate sampling technique. 
Respondents of the survey
Data methods and sources of data
The sources of data for this research are based on primary and secondary information. Primary research is based on first hand information obtained though questionnaires, interviews and observations to name a few. In order to analyses the data obtained different data analysis techniques were used. For the purpose of this paper statistical data analysis techniques have been used, and they are in line with the techniques used by past researchers in the similar area of paper.
Distribution of questionnaires
The research included the use of primary and secondary data. The primary data was obtained through the distribution of questionnaires to ten ISO certified manufacturing companies listed in the Colombo Stock Exchange. The distribution and response rates from the questionnaires are shown below. there is a tendency that the satisfied customer will also decline by 58%.
Previous Researchers in this area such as Brown and Van del' Wiele (1995) , Dale( 1994) , Lee (1998 ), McLachlan (1996 , Mo and Chsn (1997) , concluded that the ISO 9000 framework improves customer satisfaction, this was the due to the greater level ofF ocus on Customers created through the ISO 9000 framework.. 
Findings and Discussion
This paper highlights the key findings and will be discussed in relation to the objectives defined at prior stages of the paper. The findings from this research will be analysed and discussed marking reference to previous literature and researchers who have carried out similar studies. The main aim of the discussion is to bring to light new findings and value additions to the area of paper.
This first management practice which was included in the research was the construct Focus on Customers. The questions developed to assess the compliance to this structure were based on the companies attitude towards customers, customer feed back and customer based decision marking. A total of 10 questions were asked, and the average mean and mode values recorded were 3.9 and 4.1 respectively. Here again the responses indicated a positive approach towards the compliance towards the management construct Focus on Customers because the responses were skewed towards the options in the likert scale of 3,4 and 5 (Frequently, Most of the time and Always). The frequency of responses shows a higher practice with higher response frequencies in the range of3, 4 and 5 which denotes good practice.
The second management practice used in the framework included the capable employees. The objective of this variable is to assess how well companies are taking measures to maintain a good pool of employees and also follow the requirements in relation to employees as recommended by the standards. The ISO standards advocates that all employees are well trained and capable for the work they perform and also advocate the existence of human resource development programs. Based on the responses obtained in relation to this variable the mean and mode values were recorded to be 3.974 and 4.167 respectively. The mode values for the individual questions asked to assess the compliance with this management practice were recorded to be 4 and 5. Based on the statistics it is evident that most of the companies are following the management practice capable employee as most of the responses are skewed towards the options 3, 4 and 5. (Frequently, Most of the time and Always). The frequency of responses shows a higher practice with higher response frequencies in the range of2, 3 ,4 and 5 which denotes good practice.
The third management practice which was used was the practice of reliable The fmding in this paper are in line with the previous literature and fmdings by previous researchers such as Lee et al (1999) , (Carr, Mak, & Needham, 1997, p. 387) and Powell (1995) . Furthermore Zhang (2000) concluded that companies following the ISO management practices tended to achieve improvement in employee morale and personal accountability for job performance and as a result of employees to provide quality assurance and are in a better position to provide better consistent quality outputs.
The positive relationship between sound communication system and consistent quality output is in line with previous literature. For instance Capezio and Morehouse (1993), Barry et al. (1994) , furthermore Naveh and Erez (2004) and propagated the fact that a continuous flow of accurate and reliable information that reduces guesswork and increases certainty, speed and flexibility and products and services with a higher acceptability. Therefore the findings in our justifies a relationship within the selected manufacturing companies in Sri
However the above fmding have not been established in Sri Lanka, however the fmdings in this research provides empirical evidence of a strong fmding between the existence of steady and fme tuned business processes with the ability to achieve consistent quality output. The existence of this finding is of practical significance as the findings provide justification for companies to focus more on steady and effective processes even though at times it may require a lot of effort and bureaucracy such as documentation and strict procedures, companies will be satisfied with this fmding because they will become aware that the increased hassles needed to bring about the steady processes will be justified by the ability to achieve consistent quality output.
In order to identify the relationship between the ISO 9001:2000 Management Practices and satisfied customers, the management practices of Focus on Customers and steady processes have been used test for a relationship with satisfied customers. The discussion below analyses the findings of this paper to test the relationship with satisfied customers. This relationship explains that if companies have capable employees who are well trained for the work they perform, motivated and employees continuously improving their work it brings about improvements to business performance of companies. The definition ofthe variable capable employees in this research was developed through an analysis of past literature and in line with the ISO 9001 :2000 framework and requirements. The existence of capable employees may bring about improvements to productivity of operations and tasks which may as a result help to improve the business performance of companies. Furthermore the existence of well trained and employees who continually improve their work are in a better position to contribute positively towards organizational effectiveness. Furthermore findings by MileA Terziovski (1999) , found employee growth and employee morale related to organisational performance, the level of employee morale and employee growth have been tested in our research by the inclusion of questions such as "Do employees continuously improve their work?, and the organization promotes individual employee development and motivation?" employee growth and employee morale would come about through employees who are capable to cope with requirements of quality and who show a positive attitude towards quality in organisations, this as a result will help to improve the financial performance of companies. Lester Davis (1998) 
Conclusion
In order to achieve the stated objectives identified it was imperative that a sound foundation for the research paper was put in place. The strong foundation for the paper came about at the outset by defining the exact problem statement and the appropriate justification for the selected research problem. The significance of this research proposal has been gauge and justified by reference to previous literature and the importance of the paper to the industry, after which a careful development of the objectives was done. However the paper is not without its limitations, for which the scope and limitations of the paper was identified. Previous literature in the form of research articles and other publications has been referred to broaden the knowledge of the selected area of paper.
Previous research papers have drawn attention to a longitudinal approach to ISO 9001 :2000 Management practices and Customer satisfaction based on before and after implementation of the ISO certification, however the expectation of the paper was assess the Customer satisfaction of the listed manufacturing companies in Sri Lanka for the period of2004-2007 financial years. The findings in this paper proves empirically that there is a relationship between the management practices and reduction of the customer complain as a customer satisfaction among the listed manufacturing companies in Sri Lanka.
